Martha Rocha SBC Telecommunications, Inc.
Associate Director 1401 I Street, N.W., Suite 1100
Federal Regulatory Washington, D.C. 20005
Phone 202 326-8905
Fax 202 408-4807
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L
June 28, 2002
RECEI VED
VIA COURIER JUN 9 5
002
Marlene H. Dortch m""“;%m%
Office of the Secretary " 0 THE SEome g 850N

Federal Communications Comimission
445 12" Street, SW, TW-A325
Washington, DC 20554

Re: In the Matter of Telecommunications Relay Services and Speech-to-
Speech Services for Individuals with Hearing and Speech Disabilities, CC
Docket No. 98-67; SBC TRS Complaint Logs for the Reporting Period June
1, 2001 through May 31, 2002

Dear Ms. Dortch:

Pursuant to Section 64.604 (c){1), SBC encloses for filing the following Compiaint
Logs prepared by the respective SBC relay providers:

1) an original and four copies of SBC'’s Arkansas Relay Service TRS
Complaint Log (Attachment 1); and

2) an original and four copies of SBC's Kansas Relay Center TRS
Complaint Log (Attachment 2); and

3} an original and four copies of SBC’s Michigan’s Relay Center TRS
Complaint Log (Attachment 3).

We have enclosed as instructed by the FCC’s Public Notice dated May 31, 2002,
with respect to TRS complaint logs one disk containing a copy of each of the
above-referenced complaint logs.

We have enclosed one additional copy of this letter that we would appreciate
having file-stamped.
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If you have any questions, please call me.

Sincerely,

Nudre 4 Lok

Martha S. Rocha
SBC Telecommunications, Inc.
Associate Director ~ Federal Regulatory

cc: Ms. Erica Myers (paper copy & 1 disk)
Federal Communications Commission
Disabilities Rights Office
Vistronix, Inc.
Jacquelyn Fleming




ATTACHMENT 1
TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service (ARS)
Reporting Period
June 1, 2001, - May 31, 2002

Date of S _ NatureofComplaint |  Dateof | ~ Resolution
| Complaint | Resolution T
105501 [Thecustomerspoketoa [105001 | The supervisor apologized forany ~ — ~ |
- |supervisorandtoldherthat )} linconvenience, and promisedto
|~ | _|theCA(andgavehernumber) | ~ = " " lfilethecomplaintand speakwith
_ |wasaverybadtypistand 1} = jthe CA She alsosuggested there
| |should notbe takingany N could have been statcorsome
| qelaycals. | |kndofinterferenceontheline.
L T | |Thesupenisor spokewihthe CA_ T T |
I - ~_ |shedid not recall any typing o
S e e ____|problems with any customer,and "
, B .} _ _ _ _ ldidnotevenrememberhaving
L 1 Yoo _*% 7 7 "ltorepeatanythingtocustomers. |
’ 10/16/01 [T_hegu:ﬂ)m_ergakgi fg" a ~_|1o/18/01 _megu;)ﬁwﬁcidlg:ugsegthe call . o
__ |supervisorduringthecal. She ] _ |withthe firstCA_Shesaidshe
. _jhadreceivedthisrelaycal, {7 7 7 7T |didnot give the explanation because o
. __ |answering'thisis....GA", | [thecustomerused "GA"whenshe =
I _ _|sothe CAhad notgivenher | _|answered the announcement of the |
~__lthe first time user explanation, call._She had spoken louder because

_______ - - - == - Sl gL

She was upset that the CA

the party said she could not hear her

| (had not explained relay to her ) N

land did not know why she had

She said the called party was trying

o JlouseGAeverytime. "~ f " jnumber butshe hadtold hershewas |
- 7She also said the CA had R __|not able to do that since we cannot
[ N ‘raised her voice." She asked N - type a response until the TTY types )
that another CA complete the ] ~__|GA. The supervisor did tefl the
fea 1 leustomer she was sorry for any

problems, and did grant her request |

to provide another CA to complete
the call.
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ATTACHMENT 1
TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service (ARS)

Reporting Period
June 1, 2001, - May 31, 2002

3)  |10/24/01

bad weather.

there.”

tried to get in to the center,
_|and the phone had rung for
7 minutes straight with no

answer. She was trying to

call a deaf friend to warn of

_LThe customer spoke with a

supervisor and said he had

been having trouble with
getting the CA number, and _
was only receiving

- |raxwzds"

the he supervisor to talk to the

customer. Agam the cu customer

'7 Jt_ybed " My friends don't like
_ |tocall because niggers \ work o

,'_7-7 7777777 R

, _The ‘customer typed to the CA

_|"Are you a nigger?” She calied

_ I @us_tor@rﬂol_(e_toa_ - _]
ﬂsuperwsor and said she had

' ’_ ___|she would talk with the CAs on duty and also

~ [The su supervisor advised the customer

__|that this language was not

|'I'will not use relay becuz there are

_|know if any problems in the future.

~_|The supervisor apologized for the

~[check for any equipment problems. She filed the

The supervisor apologized forany —
trouble. She did also committo
check the equipmentforany |
problems. She also advisedthe
lcustomer to hang up and redial if ]

' we d do not answer in a few minutes

LThe supervisor did find cne piece

of equipment that had malfunctioned, |

[and immediately co corrected it.

appropriate, and if used in the future

- —

the CA could or would hang up. He typed

niggers work there.” The superwsor

disconnected the line, but did not
get the full calling number.

She advised the CA to let supervisor

garbling, and she did advise that

the relay center message with the

CA number printed automatically

upon answering. She also advised

that excessive background noise on the caller's

end could interfere with the message. She sald

report and investigated for problems, but found no

trouble or any CA report of garbled messages.

Page 2 of 6
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ATTACHMENT 1
TRS COMPLAINT LOG

Prepared by SBC Arkansas Relay Service (ARS)

Reporting Period

June 1, 2001, - May 31, 2002

 wzsior

[12112/01

—
i
|

The ¢ customer spoke ta to a

supervisor to report tha thataCA 7" - _@anager on the CA (customer had

had been very rude and dis-

ruptive during her call. The

CA had told her that she was

"blasting her ears off.” She did

have the CA number to report

i and wanted a manager to call

felt the CA had dlsconnected

him early, and he had never -
gotten the opportunity to make
a subsequent call. He provnded

the CA number.

I

e

_|The supervisor filed the report with the — — —

provided her number). The manager

met with the CA to discuss the call.

resolution.

~ [The supervisor

unconvenlence

jcaller had hung

subsequent call, but proceeded to
release the line.

The CA said the VCO user was

talking loudly. The manager

explained that with hearing loss, a

speaker is not able to monitor voiume

in speaking. She also suggested

other ways to use headset adjustments

to make the loudness acceptable.

The manager did call the customer

to again apologize and report the

Imeeting with the CA to the customer.
She seemed satisfied with the

r did apologize forthe

and filed the report

| 7 toinvestigate. She did talk to the
CA, who said the indicator that the

up appeared on her

screen, so she did not ask for a

-——

Page 3of 6
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ATTACHMENT 1
TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service (ARS)
Reporting Period
June 1, 2001, - May 31, 2002

— - — - - —— T ——— — — — — —
2/22/02  [The customercalledonthe ﬂ\__5:’2%2_ ~ |The supervisor advised the customer |
| [|CustomerSenviceLinetolet | we would investigate the situationand " |
____ |usknowshehadtried 12fimes ) _ _ _ |havethe ARS Outreach Manager _~ —  ~
|~ " etweendandson22ianddd |~ Joontacther Lookingattherecords, |
not get answer and wanted to | |wehadnotbeenbusyduringthat
- knowwhy. I ltime period. The center's equipment -
T |meintenenceconvactorswere
T T T T T T T jealedocheck outanyproblems.
o 7? I S - _[No trouble was found to explain this prob!em B j
3/8/02 __|The customercalledonthe |82 |The supervisor explained thatitwas |
__ __ |ARScustomerserviceline =~ | notourpolicytojustrepeatedlyread = |
_ _|[tosayhewas upsetthatthe |  |the same message for every call. ~
|CA would not repeat the same | |The supervisor did file this report for o
[ |messagetoevery subsequent | the center and told the customer -
" lealhemase. |~ T = = shewoud makesue hemanage- |
T - L _ |mentteamwoudseeit |
3/9/02 h’he customer advised the _[3@102 |Thesupervisor apologized forany |
" |supervisorthatshewasnot | = " |problems, and did committofile ~  ~ ~ ~
- happy with this CA (currently | lthisreport. -
7 |online). Shehadgiven ~  |3/15/02 ~_ |The CA's manager metto discuss
| linstructions thatshedidnot | " |thecall TheCAfelttherewas
want to leave a message if nothing wrong with the way the
" " lanansweringmachinewas | |callhadbeen handled since the
- j reached. The CAhadtyped | linstructions were to not leave a_ :___j
the answering machine | [message, not to give no message.
Imessage when it was reached, | The manager reviewed with the CA 7
and she feIt the CA had not some more appropriate customer

handied it correctly. She also service responses as well as discussing

Page 4 of 6
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ATTACHMENT 1
TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service (ARS)
Reporting Pericd
June 1, 2001, - May 31, 2002

|

>

felt the CA was very defensive

and did not have the right

315002

~|attitude.

|The customer called onthe

[ARS customer service line.

|She said that at 2 25 PM she

[had received a call from ARS,

lbut 3 t|mes it had repeated

the announcement and then

Ime

|gone e blank (dlsconnected)

She asked that we check with

[711, and she asked that a
manager call her back to let her
know what happened.

__[The customer spoke to a
|supervisor to report that she
got a "busy” on her phone

%CA (gave the number) to
ee what was wrong ! W|th the

| The customer calied the ARS
customer service line tosay

she had not been able to get
in to the center for some time by d dlallng

after connecting to the center
and felt the CA had hung up

on her (prowded the number)

4r22/02

|problem connecting with her.

_|to report that the center had been

| The supervisor apologized for the

was recorded in the CA's file.

the correct procedure. The complaint

" [The st supervisor immediately metwith

the CA to see what had happened

_|The CA could not remember any

calls that got disconnected from

the line or that any call had a

) The superwsor apolog:zed for the

) trouble and dld file the report w W|th
the managers.

A manager called the customer

very busy at that time. The super-

visor had also found one of the PCs
had malfunctioned, and corrected it

_|im medtately

problem, and did promise to file
the complaint.
The CA's s manager discussed the

|call with her. She said she did

Iremember a caller who came in on

ASCII, and she could not seem to

Page 5 of 6
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ATTACHMENT 1
TRS COMPLAINT LOG
Prepared by SBC Arkansas Relay Service (ARS)
Reporting Period
June 1, 2001, - May 31, 2002

N T Tevercomectwinher.soshehad
N e _i'e_aseﬂ_thi!"ﬁ o
4/22/02 _|The customercalledonthe ~  |4/22/02 —P he supervisor said she was sory
1 T@S customer servicelineto | (forthe trouble, but would file a report
report she had beenunableto |~ |as well as check for any problems. 7_
I leetintothecenterforsome |~ |Sheimmediately did testcalls, and
- |tme. J‘_F_ ____ [found nothing wrong. She did find
- o 1l ___|one PC in the center had a probiem,
- - o ~_|anditwas corrected immediately.
e a‘f - | There were no further reports ofany ~~ —
S | ___ |problems. ]

Page 6 of 6
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ATTACHMENT 2

TRS Complaint Log

Prepared by SBC Kansas Relay Center
Reporting Period
June 1, 2001 - May 31, 2002

No.  Date of Nature of Complaint Date of Resolution
Complaint™ Resolution — - T ]
1)  [8201  [The customer or spoke to the 6/2/01 [The superwsor looked at the screen[ o
| __ |supervisor and said the ~_|and saw that the customer was not i
. _ 1 1CAwas notresponding to him. o providing a number to the CA She S
. _ o o s _ __ |informed the customer that his o
T L o o - - o ~|information was not being ]
- - - _ L _ ~ [transmitted, and did not know why.
I o l - ~_|The customer then did give a number |
I I o - o B B B ~|and the CA placed the c catl - -
2) _ _|6/3/01  |The customer complainedtoa  |6/3/01 B The supervisor viewed the screen, and |
| |_ __ __ _|supervisor that the CAwas a - ~__ |itseems the CA was not able to ]
_ L _|"rookie” and was not handling 18 B - get the number from the customer 7 -
| _ _  |his call properiy (the CA - o - _ verbally Reports from several - |
_ | |was notable to obtain th the - ~_|CAs during that day confirmed
1 |calledto number from the that the customer had new L j
I __VCO user). equipment, and there seemed
- I P L L tobe a problem on all this ]
A customer's calls which could
S ~ _|be attributed to a change in I
I _1_ - _ ) the customer's equipment.
3)  |6/4/01 | The customer asked to speak 6/4/01 The supervisor talked to the customer on line.
- | |toasupervisor. He complained He accused her of not identifying herseff
| [|that the CA was typing | ~|(but she had typed the information). He B
| |'GA" atthe wrong time. accused the CA of erasing typing before the
N e ' ) supervisor was there. She tried to explain she
I had typed her name, and that the CA could not
L R __|erase what had already been sent. He argued ]
S L - with her about using a phony name, and she
U B asked if he wanted to make another call. He
] said "no" and hung up.

Page 1 of 18
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ATTACHMENT

2

TRS Complaint Log

Reporting Period
June 1, 2001 - May 31, 2002

Prepared by SBC Kansas Relay Center

4.) 6/12/01  |The customer said a CA had _|erzm1 |The supervisor who talkedto )

B o been very rude t to anew ) her apologized foLhe £As B - ]
_ _ 1 |receptionist during training ) ~ o rudeness, but since the o
L} |calistothe Relay Center. Sshe | ~  lcustomer was unable to give the | B B
o | _|did not have the CA's number, L ICA number, was unabletotalk o

| lbutjust wanted us to know |~ |toanyCAaboutthe situation.
| | [thisCAlefta 2ft a very ba bad lmpressmn | - e ]
_ |1 |ofthe Relay. - | I R e
5.) 6/28/01  |The customer wasupset 6/28/001  |Thesupervisor talked directlyto |
_ _ | |ibecausethe CAreported L ~ [thecustomer,and said shewould
| thatthe called number rang | _ _ |filoutatrouble ticket to reportit. ]
| |3 times, then disconnected. - ] The_custo__mer became very irate, and -
| | |The customer felt the problem | N cursed at the supervisor, who then
U R |was in the relay center - - o dlsconnected d. The reportwas B
| lequipmentor maybe had I given toar manager, but the ]
.} _|something to do with a 3 ] - problem was not within the center's
[ | [waycalling line. ~_ __ |equipmentnetwork. |
6.)  [07/01/01  [The customer was upset that 07/01/01 [ The supervisor came on line ]
b (the CA typed SK instead of __ land apologized. She did then review BW N
T sksk with the CA what this customer
- preferred.
+———1 N S ! - - ]
7) _ |7/6/01  [The customer was screaming |07/06/01  |The supervisor looked on the screen and could |
o 7L_ ~_|atthe CA, and the supervisor ~_|seethatthe customer had placed several calls,
| |cameon the line to ask what but none had answered. The CA had asked the
. _ | Iwaswrong. Customersaidshe | customer to repeat the next number to be dialed.
[ _ | |should know if she was able to I He then became very irate, and the CA called the |
SRR N read English, but refused to ___Isupervisor over to talk to the customer. He
| _4_7 ] elaborate on exactly why he continued to be abusive and curse, and he dldn
- ] _wes upset. He was using I want to place another call. When the cursing
S S profamty and said the CA became a personal attack, the supervisor did
was a liar. disconnect the line. ]

Page 2 of 18



ATTACHMENT 2
TRS Compilaint Log

Prepared by SBC Kansas Relay Center

Reporting Period

June 1, 2001 - May 31, 2002

8) 7/16/01  |The customer called inand _ |evneion The supervisor said she was sorry, }
~ |asked to speak to a super- e B and said we would check who had 1
| | [{visor. S/he said the male CA B - o ~ handled the call an and see what - N
I _ |had no patlence in makmg S - happened Am manager tal talked wrth L
I I several subsequent calls, and - the CA, but he could not recall o ]
_ 1 |had not responded after the L ~_____ |anysuch problem with a customer B
o e 3rd call, so the customer had 1l [ The manager | reafflrmed that t the - B
. _ v |hung up and redialed the center - L customer can malge asmany o
R _|toget another CA. B - B _ |callsassihewants. TheCA |
R e - - sald he knew that - ]
o) 7123/01  |The customer was upset with _ - 07/23/01  |Thesupervisor talked to the custo- |
R the CA because she had not L . [mer and the CA. The CAhad b beeg o N
I I responded to him. He asked - I waltrng for the customer to "GA” -
T |to speak to a supervisor. He - When the supervisor explamed that L
| |tod herthe CA had not respon- N - the customer said he did not think |
I _ded to to him. he had to give a "GA" when asklng
S | [|the CAtoredial. He became very
R N I L upset and was not clear what he ]
I - 1 ~|was saying. The supervisor did say -
I R she would write up a report, and di_d_ |
10) (8701 |The customer asked to speak 08/07/01 The supervisor said she would report the problem |
. l_ L o a supervisor. S/he told to the CA's manager. The customer said she
| | |the supervisor that a male - did not believe we ever taiked to to CAs or did any-
_ _ Lt lcAhad been very rude during o thing about complaints. The supervisor assured
L o 7_[ . |a relay call in asking herto ~__|herit would be reported. The supervisor spoke
_ | _ _ _ |stowdownsohe could to the CA, and he said he felt he had not been
] |eet the full message for the ____|rude, but had just asked several times that the
I A R customer. ‘She gave the __|voice person speak slower to get the full message|
I A [CA's number. ] ] to the TTY. The supervisor had been sitting near
I e - _, _____ tthe CA, and had not noticed that he spoke loudly
. I _lor rudely, but after hanging up, she did add her
B comment the customer "had an attitude."

Page 3 of 18



ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center
Reporting Period
June 1, 2001 - May 31, 2002

_|asked if the previous CA (gave the number)

| waited a very long time for the CA to

11) 8/10/01 _ |The TTY customer called inand __l08/10/01 _|The CA's manager met with her to
_ _|asked to speak to a super- i _ |discuss the call. The CA related -
_ .. |visor. She said that theCA 1 B ~[that the voice party talked very fast _‘
- _|had typed " messy." She had ____ |and did not cooperate when asked o
- B ____ |spelled school (cshool). She to slow down. She had a hard time
| | _  lbadfigured outwhatitmeant. = |  |trying to type the message and -
1l _ . _ |Shegavethe CA's number. ___ |keep up with the voice party, soshe
I - - 1 ____|did make several typos that seemed ]
R B B ) ) o o B - & natural occurrence because of the -
o N I - fast pace of talking. S ]
12.)  [8/16/01_  [When the CA answered, the __|osrem1 " |TheCAwroteupthenoteinthe
1 |customer typed "I'd like to leave ~__ |formofacomplaint. The customer
| _ _ __ _|msgrelay manager If any problem L just typed that message, and then ]
S R with th relay operator and supervisor 0 o __|immediately hung up without B o
| __{__ _ [thatthey cannot do anything 7 _|watting for the CAtorespond. ]
] __ |on the beyond of duties and that | -
o o they needed to fix problem then e - - o
|| |the manager should step into ] o o |
B 1 _ |immediate take measure of - ]
_ | {correction of nature of problem on ) -
I ___ |complaint or issues at that time -
| ifthat cannot resolve them | will . ] -
| - _%_ ~ |teke up with SWB & KRS In order - O
i ltake measure for better serving the I - _
] ___ KRS customers to meet their S R o ]
1  lexpectations." ) N
13.) 8/20/01 | The customer asked for a supervisor. Sthe 8/20/01 The supennsor apologlzed for any mconvemence

She informed the customer that we had no

was new. During the call, the customer had

reports of any eqmpment problems, but would

respond got nothing, so hung up and

called back in to the center.

N

report it to the manager. During the manager's |
meeting with the CA, she could not recall what

had happened or remember the call at all.

Page 4 of 18



ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center
Reporting Period
June 1, 2001 - May 31, 2002

14.) 8/24/01  |The customer asked to speak  [8/24/01 1The supervisor looked at the screen,
S toasu supervisor and complamed ) __land talked with the CA. It seemed o
o - that the CA had typed "GAT ] - - the voice ce person had hung up -
. _ v lagain jain instead of " are you I R prematurely because sthe wasn't o
| _ _  jthere"w when he did nc not respond 1 |familiar with relay, and the TTYNCO - |
N _ - | [customer did not know what was B
- - | _ _ _eoingon Hethenhunguptoo. = |
15.) Ter7m01 [The customer demandedto 09/17/01 and ~ |When the report was received by .

| speak to a supervisor. | He
_|was very angry, demanded that

N he » get a copy of exactly what
_ the e supervisor duties were by

certnfled mai before Oct 2nd or
'he would sue SWBell.
[demanded that the tetter be

|signed by the center's area
_|manager. He accused one of

the area manager, he called th the & SBC
securlty office. They called the
Wichita police, who visited his
{home to let him know that such
] threats of phy5|cal wolence were

lunacceptable, and he would be

in violation of civil law if he did

not cease such threatening
behavior.

the supemsgrs of giving false

information since he was a

[VCO customer and there was

|no pnnted record of what he had

sald He then made th reats

_|and said he wished (and named _

[one of the supervisors by name)

|had been in the World Trade

Center when 9!11 11 happened.

Page 5 of 18
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ATTACHMENT 2
TRS Complaint Log

Prepared by SBC Kansas Relay Center

Reporting Period

June 1, 2001 - May 31, 2002

9/21/01

Iremarks to him such as "l know
|you hate us all at the 1 relay and
|wish we were killed." He said

~_|never threatened to kill anybody

N at at relay or anywhere else. He
[thinks a specific supervisor

| The customer asked to speak
_|to a supervisor. He claumed

_ljust doesn't want to handle

The customer said a CA made

he wants to clarlfy that he has

[does what ever she wants to
customers and 1f she had been
at the WTC (9/1 1) “would kn know the

_|truth on judgement day.

that the CA had hung 19 upon h hlm '

92101

and he e gave the CA's number.

He said he thinks this CA

|his calls.

|a CA would make inappropriate
comments to him. She did say it
would be reported along with his

before retlrement

lcomplaint report. She did notice

clarlflcatlon of what he said iast week
7concem|ng theWorId Trade Center
The CA’s manager was unable to
talk with her because the incident
{occurred on her last day of work

The super\nsor apologlzed to tt the

customer for any inconvenience.
|She did commit to completing a_

| The customer called back in to the center

9/25/01

and asked to speak to a supervisor. She

| got on line and asked if she could help?

and 09/28!01

that the CA's number was the same

as the report she had just had

regarding the fact that a call from

this customer had rung in on the
voice line first, and when she

finally got to t ‘the TTY greeting, the
N .
customer was not on the line.

_|trouble the customer had exper-

CAwas a "messy typer" and she had a

The customer complained that a previous |

|enced She said she would tell

the current CA to make sure the

SR
]
N
18.)  |9/25
-
B
- —

| hard time figuring out what the message

really said.

] typmg was accurate. The CA's

manager dtscussed this call with her

but she could not remember the

{call or the situation.

Page 6 of 18



ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center
Reporting Period
June 1, 2001 - May 31, 2002

Mt N e GA—— b i

9/25/01  |The customer asked for a supervisor. He [9/25/01 | The supervisor did apologize for any
said he was having trouble accessing the | o trouble the customer was having.
relay via either 711 or the 800 number. Hﬂi | She did a ad\nse the CA that 711

_|also wanted us to know 1 that this CA had was for both voice and TTY. She

|advised him that 711 was only for voice _|also reported the situation to the

o __1 _ [customers to use. He did ‘say thiswasnot | ___ |equipment manager ger who @ B o

b |ac call complalntng about the CAs, he - investigate and do test calls !nto - N
o J - _thought CAs "were domgagreat job." The 3 I 77 the center, but found nothing -
| _|supervisor told himwe had been verybusy, | ~~ |wrong with any of the center's
S __ |butwould check to make suretherewas |  |equipment. o - ]
1l Ino eqmpment trouple I

20, _ |10/2/01 |The customer asked for a ~ |ror201 [The supervisor apologized for any ]

| _ ] _ __ |supervisor,andsaidhefelt | ~_|trouble the customer had. She ]

[ o this CA needed to ) know how to - wrote up a complaint, and passed o

~_t_ lhandlerecordedmessages | liton to the CA's manager. -

. f_ﬂ.ansiwer'"gima@esi. S _The m@emetﬂhtleCﬂo o |
. _ 4 [correctly. o - — — __|discuss the situation and make
S I - o __ |sureshe was aware ofthe

s __ __ _lcorrect procedures. ]

__|104/01 " |Thecustomerwantedtouse ~ |10/4/01  |The supervisor asked if it could be L

] Council Groves Long Distance I I CGl, but the customer said no. ]

R B Co but could not provide the _ _ L _[The supervisor advised that she -

I _jaccess code and the KRC .. |would needto cﬁme@m@ys o ,
| _ _ _|didnothaveitonfie. | __ |business office. Shesaidshe |

would try to get it from someone

{since the office was currently closed

Page 7 of 18
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ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center

Reporting Period
June 1, 2001 - May 31, 2002

22.) |10/5/01 | The customer asked to speak ___jtosso1 _|The supervisor advised her again |
 |toasupervisor. She saidshe - [that her preferred carrier would have
| ] _  |hadtredtouse CouncilGrove | B lto provide us the access code -
| lforherLong Distancecarrier, | |before we could use it. The super- ]
_ _ _ 4t _ _ _|butwehadbeenunablete | ~|visor told her she only had tocall
| |place the call. She asked j o ~_|her business office, and they woud |
f—f_ |~ |whatwould happen lf_the c;all I { readily provide it. She also adv:sed o
- — - 4 - - - _ Ihad been an emergency? By law 1 Tlthe customer that our emergency ]
| _ 1 |weshould notdeclineacai = o procedures do allow us to place the L
— - lifitwasanemergency. She |~ |call and take care of billing issues
R 4also ofeltshewouldcontact [ [atalatertin tume Th_ecu_stom_er asked
| |the state's Attorney General's o ~___lif she could use her cell phone -
_ .t |office. 0 ﬂthrough the center, and the super- e
o L R R | visor told her we couid place calls ]
R A o - N __ |viacell phones. ]
23) _ |10/501  |The customer asked to speak _[1orsl01 |The supervisor apologized forthe |
1 ho a supervisor. He advised trouble, and filed it as a complaint.

I R
T

r | had_been giving pre-call

the supervisor that this CA
(and gave the number) had

been rude to him when he

instructions. She had said
{"you do not need to expiain to r me

|itis my responS|b|I|ty to know my
Jjob"

[ The CA's manager discussed this

situation with the CA. She did say

she was just rying to be helpfuland
polite, but should have let the

customer keep complete control
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ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center

Reporting Pericd
June 1, 2001 - May 31, 2002

%;—-
R I
I IR
I R

_|not been notified during her

34)  [10/501
A M
I 77* T — —
N
It nE
i
25 1H0/1/61

) taken over ser the call.

The customer demanded to
speak toas supervisor or

_|she wouid call the area

manager at home. She had

2 hour call that other CA's had
Her caII

|was of a sensitive nature, and

the 3rd CAwas a male. She
only knew it because the

|called voice party mentloned
|itto her.

|The customer said he gota

call earlier in the evening from
MISSOUI’I Relay that a co-worker

1075707

| The supervisor apologized for any

mlsunderstanding and said she

would file the complaint as well a as

|check with ith the CAs invi involved to see

what had happened. The two CAs

took. They did not leave a

__lwere interviewed by a manager. They

said they had informed the voice
party but had ¢ overlooked mformmg

the TTY caller of the change. The

|manager r reviewed the changing

CA policy to make sure both were
familiar with the procedure that says

both parties must be notified of the

CAchange.

| The supervisor explained thatwe
were only for Kansas or Arkansas

call back number and he wanted

[to find out who called.

customers, and had nothing to do

|with the MO Relay. She did also

explain that records of calls were

not kept for confidentiality reasons,
so there would be no way to give

him the number of who had called

through the relay. The € supervisor

suggested he contact MO Relay.
He called in later to say thatthe

Missouri Relay would not give him any
information on who had called him.

The supervisor offered to give him

_|the number for annoylnglanonymous

calls office, but he said "t will discuss

]

W|th my company administration and

I hope they can find his authorized

order Thank you GA SK” and hung up.
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ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center
Reporting Period

June 1, 2001 - May 31, 2002

26.) 1177101 [The customerspoketothe ~  111/7/01 __|The supervisor apologized and -
| _ L _ __ _|supervisor or to repotaCAhad T”ﬂ B - agreed to speak to the CA to see o
.t lhungupon him (and gave the I 7wha'c7had£p@ed She did talk o
e number). He said he had 7 to the CA who explained that she L
_ L |given the CA another number ___|had equipment trouble with h her PC _ L
| " locall and she had never ’__ ~__llocking up so she was unableto
| _ _ _ |responded. I _|talk to the customer. By the time
_ (r } ) o B 1 - B _|the problem cleared up, the customer B
e |had dlsconnected Th_e supervisor
- 1 o o ~ |encouraged the CA to let them know -
L 4 S e 4when such problems occurred.
- -4+ - - - _ _ R A s .
27) j 11/13/01 _ [The customer asked to speak 11/13/01 _ {The supervisor did apologize forany
| |toasupervisor to report that ~_|problems he was having on his
- —— 3 he was unsatisfied with the CA - __\call. She did commit to file this
| __ | |(gave the number) because ~ |comptaint and check out what t had |
— b= ] she was rude, aswellas a 1 happened with the CA. Sheiooked
N ~ _f__|terrible typist. He was not able at the screen and could not see that
I to read the message very well the CA had tried to interrupt him, and
|~ - —- _—
[ | _ _ _lonhis Braille laptop. He said _ ~ [the mlsspeiimgs were minimal witt W|th O
I I the CA did not seem to  want I just a few transposed etters in a L
L e accept his comments, and r<Tr _@u&ofﬂrds ThisCAdiddo
| | |pad been very rude and |some backspacing that may have
_ | _unprofessmnal in he_r reply. | ] Ibeen confusing on the Braille dewce
R e o The CA was advised to try to make
I B I ~_Ymore of an effort to type correctly for
- r this customer.
- 7__77_{7_ | - -
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ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center
Reporting Period

June 1, 2001 - May 31, 2002

128.) 12/15/01  |The customer spoke with a - ~|12115/01  |The supervisor explained that it was
_ |supervisor and demanded that - B _ |the center's policy to use it on all -
| __ _|KRC stop using "GA to SK" or B - relay calls in order to sngmfy the end -
4 |hewil file a law swt ag_am_:L I S of conversation. It is is commonly used
o Jus " He will also file complaints 1 - _by aMo@ aﬂYﬂcommumcate B ]
1 |withthe e FCC, KCC, Americans | |with TTY users. She further explained -
o 7(7 ___|Disabilities As Association, and - rthat is was a policy for all relay calls, |
| |any other entity he could think I |and we would not be able to suspend o
T,, _ | _ _  |of because it was to be used o ) B |using it. S
| jonlyinTTYtoTTY caII__s_ Hecon- R I T - j
S _ |tended that no one speaks e 4_ - S L
L 4 _ _ _ |'"GAtoSK'soitis illegal for I e K - |
___777ustotype|t - o I S ]
e R [ L
I SR e e
-\ .y _ . . - - -
____7_,____,777777_7_7,777777 _
29)  [112i02 © _ | The customer was very upset - |1M2/02  [The supervisor explained thatthe
- - — ~ |that the CA had typed _ ~|CAcould not fully determine if the
| | ["sounds young" to identify , #ﬁ ~ [caller was male or female. She said she
—— ] the called party. He was very ~_{would advise operator nexttmeto |
I wrate and used foul ianguage ] ~__ type "not sure if male or f@a!e"_and_ -
] jand threatened the supervisor | o then continue with conversation. - o
SR S that she would no longerhave | _Customer kept screaming, escalatmg ) |
] ___ _Ja jOb as he would close down | [the menacing tone of his demands. o
1 _ _ _ [thecenteror see that we lost - Customer said "get off of it or he would B
|~ |ourcontrget. |~ |get me off of it as he had been invited
R B to Topeka." She then responded to

“|and words as threatening and will
_Feport it as such" and then disconnected.

him "be advised that | take your tone
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ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center

Reporting Period
June 1, 2001 - May 31, 2002

{1/14/02  |The customer spoke to a |42 | The supervisor explained this phrase
R B _|supervisor and asked what R _|was used often when the CA could
| _ _ |egalright we had to use the I not determine if the caller was
j o |phrase"soundsyoung?* |~ [male or female and did have a .
| |The customer said he would e ~|nigh pitched voice. It was a decision
| |beintouchwiththekS [ |thathad been adopted as a policy
B Commlssmn to order us to o ~__ |and had never been a problem inthe
| _ _ |stopusing this phrase. " |past L
2/8/02  _ |The customer asked to speak 2/8/02 - The superwsor apologlzed forany
_|to a supervisor. She saidthe N _|contusion or trouble she had
I _|CA (gave her numberywasan | | experienced. The supervisor did
| |airhead be because she had not '\ __ ___ Isuggest putting the special diafing
_ | Jfollowed directions. She just | ~_ |directions in the customer' Lmof:le
. I :_|wanted the CA to continue to 1 _|Thecustomer agreed that was a
___|dial until the cal connected. | _ﬁEood idea. The CA said she was
I I " ljustconfused by the customer's
- . 1 |[directions. The profile now
B . lreflects more clearly what she wants.
2/26/02  [The customer asked to speak 2/26/02 ____|The supervisor apologized forany
_|oa supervisor. She reported 1 |misunderstanding, and it was hard
~____|that she did not think the CA ~_ |to communicate with the customer
L o fhad left the message on her I because she would hit TTY keys in
_|daughter's answering machine. | |the middie of the supervisor's typing.
| |She did not know what was 1 |Butthe supervisor did commit to
. |wrong with the CA, but seemed 1 f|||ng the complaint and checktng
| _ __ |she was tired or sleepy‘? . with the CA to see what the problem

was. The CA reported that when the TTY

customer would "GA" and the CA would begin
typing, the TTY party would again try to type, so

the message was garbled. She did feel she had

| done the best she could in that situation.
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ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center
Reporting Period

June 1, 2001 - May 31, 2002

33.) 2127102 |The customer called to report ~ 12/27/02 __ |The gupervisor did apologize and
I _|to a supervisor that she had - o - _|promise the customer she would
I placedacall through relay to I B B ~ |fileitas a complalnt ‘However, the _____ N ]
- j __.  |toDillons, a local grocery store. I custgmer did not have t_he _Cﬁ B _
R I _She thought someone there L o number, so there was no way to to ]
| |padcalled her "dumb”, butwhen [ ~[investigate the situation withany
| | |shewenttothe store, the person _ - chular cA B
I ;there told her that the CA had I 7ﬁ - __ __ - - -
o |- - |called her"dumb " o B B B - | _ e |
34)  [3/2/02  |Thecustomerspokewitha  [|3/202 _ |Thesupervisor said she would file |
| |l _ _ _|supervisor to say that a CA N the report and |nvest|gate with the__ ~ |
L j(hegavethe number) had 1 |CA shediscussed the situation
- _ 1 _ _ _ |hunguponhim3times. | _ |withtheCA andthe CAsaidthe
I SR B S S ~|party had come in to the centeron
I E S B _______|ASCli, and she was never able to ]
R & lconnectwith himashewould |
R i - v [disconnect before the gupment -
o S ____ _[cycledtoanswer TTYMCO. |
e pu—— _ o
35.) _ [37/02  |A voice customer called to 37102 ~ |The supervisor apologizedtothe
|| Ispeaktoasupervisor. She =~ |  |customerand did file thisreport. = |
| _|_ _ jsaid she had a very rude CA, L [The manager checked the files, and
1 land gave that number. She said I ~ |the CA with that number orany 7
| |the CA was not cooperative _{ ___ |similarnumberwasnotondutyat
I _|to give her number, and had the time the call was placed. There B
| ] |spokenveryrudelyand I was no way to determine which CA
_ L _|unprofessionally to her durmg handied this call -
= e her recent relay call. L |
- - _ 1 o S B I N o -
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ATTACHMENT 2
TRS Complaint Log

Prepared by SBC Kansas Relay Center

Reporting Period

June 1, 2001 - May 31, 2002

36.) |3/11/02  iThe customer requestedto  [3/11/02 ~_|The supervisor did apologize for any

L  |speak to toasuperwsor She B |nc_onvm1_uen&and_com1|tt@_ to o
I _ _|reported that she was not L o ’_ _____ file the complaint. She did also -

I __ |satisfied with this CA's typing . |look at the typed conversation, and |
| [asthe mistakes made it hard - Lot@e@nrwiafeﬁrroirs Shedidnot

N _ |to understand her called party. ) - _|see atany time that the CAhadto |
{7 R I 1 [repeatthe typed message. She d|d N L
I I D ___ |advise the CA to try to make sure -

R A - ) - o ____|per typing/message was clear for
I ! o o her customers. )

I a2z __ |The CA's manager discussedthe =~ =

I R - v _lcallwith her. She saiditwasa -

I B D B 1. |difficult call because of the context o
R - B 0 [but the customer had never asked
I 7 ) B hertorepeator said shedid not

I ) SO 7~ N
37.)  |3/27/02  [The customer asked for a 3/27/02 The supervisor apologized forany |
v lsupervisor and reportedthat | trouble this may have causedthe |
. _ | |when he was trying to give _ |customer. She did file the report B
S __lancther number to dial, the _ __|with the CA's number. - j
| | |CAhad hung up on him. 3/28/02 ~ |The CA’s manager discussed the
R e - _ [call with her. Shesaidshehad |
- 1} - _____ |disconnected because she thought ]
I I I the VCO customer had said "bye." ]
38) _J4/5/02  |The customer complained to 4/5/02 |The supervisor toid the customer

I _ |a supervisor that the CA had 1 __|she was very sorry this had
-  asked the voice to slow down I happened and that we would take care -

R several times and got very 1T __|of it and pass it on to a manager.

- — ___|rude with him. The customer 4/8/02 The CA’s manager discussed the call, and she |

| _ 1 Jasked the CA to change to v )admitted she did hang up on the customer when

I another CA, and she hung up _ |he asked for another CA. The manager rewewed
a on him. how the CA should have handled the request.
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ATTACHMENT 2
TRS Complaint Leg

Prepared by SBC Kansas Relay Center

Reporting Period

June 1, 2001 - May 31, 2002

39) 4/4/02 |The customer called directy ~ J4/4/02  [The manager checked the billing recordsto
L _ |Jto one of the centers m_anagers B _‘( B obtain the CA's number. She did meet with the
R wrto flle a complalnt about a L - B CA tq see what had | happened Her ac account of
I S relay call she had just cor com- ______ lthe |nC|dent was that hat the voice party had asked
| |pleted. She did not get the - - her to repeat information that was not on her her ]
1 _ICA number, but had the to - { __ __ |screen, and that the TTY (who had |n|t|ated the
F R A _|and from number. She sald the ) - |eam] had tyf typed avery Iong message, then hung
Y P [CA refused to give e her name _ - ~|up. S She also did refuse to 0 give her name, bU!ﬁ,
- _ L _ _jor number and that the CA o | L adm|tted she s should have prqﬂded her n number.
R I would not repeat the TTY's - - ] She hung up  the line to to the voice customer__
R 7_%%_88@3 her (it was a o 1 o because the TTY p party had disconnected. The
_ L _ |little confusing)._ - L _ __ |manager er reviewed more appropriate customer
) o 1 |service methods for future use. The manager |
S I o - called the voice party to let her know what she
. _ 7_____ __ e 1l B had found ou. B
40.)  |4/9/02  |The customercalledand _ lamo2 " |Thesupervisor said she was sory ]
| |spoke with a supervisor to | |andwould check with the CA to L
ot lreport that the CA (gave the the L ~ |see what happened. The CAdid -
rﬁ I P -~ number) had not asked for I __|say she had accidentally hitthe
Lt lanother call or said "SKSK" L wrong key and disconnectedthe |
| | |justhung up. ___line. L
41)  |4/1102  [The customer requested to _|4111/02 " |Thesupervisorassuredtheparty |
S Speak to a supervisor. She ] that the report would be filed, and |
. [; ____ |said she ‘wanted to file a ) - turned it over to a manager. -
| _ _ |complaint against our policy _ {4112/02 ___|A manager cailed the customer to discuss the
L |that would allow the CA to ) _Jcall. She had a note from the CA that the called |
| {announce herself as a "SW | |pary was unfamiliar with relay, and had hung up.
| _ . |Belloperator.” - On the subsequent contact, she did use that |
S I N __|verbiage to try to keep the called party on line. |
1 ] | The customer was still not happy with this
- 1 - exptanatlon and said she would be contactmg
KRSI and the KCC.
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ATTACHMENT 2
TRS Complaint Log

Prepared by SBC Kansas Relay Center

Reporting Period

June 1, 2001 - May 31, 2002

42.) 4/16/02 _ |The customer calledtoreport ~ |4/16/02  [The supervisor apologized for any
T , _that aCA CA (gave the number) - ) _|inconvenience. The supervisor
T I had typed "recording" when I ) _|did have a note from the CA that -
I _7the reached number was I sald she kr knew the customer was L
1 _ _ |actually an answering machme upset but could not determine i if ]
| | |TheCAhaddonethis2times. = |  litwasarecordingoranswering
e | __ _|machineatfirst S
F‘S-)_ _ |4/16/02 |The customer sent an email ~ faMe02 [The manager did some test calls -
A I toa manager saying she I B {and checked the eqmpment Every- . ]
R had trouble accessingthe I ~ |thing was s working properly. Hedd
| _ . [centerbothvia800and 711. ______ f{cail to the customer and adwse her -
I I -~ o - |ofthe e findings. He also st suggested B
. j S S (when dialing, she use the phone/ |
| _ o o - - handset, notthe TTY todialthe
R - | |rumber. Shelaterreportedthat |
- _ 1 R leverything was fine. S
#.)7_ i 4/19/02  |The customer spoke to a 4/19/02  |The supervisor apologized forany |
| |supervisor and complained that [ linconvenience. She did tak to the ]
| "laCA(gave the number) had CA, and she said she had dialed )
1 [|notdialit correctly. I the number he gave, then later he ]
I I _ changed the number and said she
P N —— I |had dialed mcorrec_tly. Thetwo |
IR B I L 1 [numbers were very different, and she N
S L was sure she had dialed the onehe
{1 e gave. ]
45.) _ |4/30/02 |The customer filed a complaintwitha  14/30/02 | The supervisor apologized for any inconvenience. |
|\ Isupervisor that the CA had typed a rec- ~_|She did check the profite, and it did say to type |
__ _V lorded message and asked him to hold. His | no recorded messages. She talked with the CA
~_ _ | _ _ _ Iprofile directs the CA not to type any rec- _who said this recording only gave the optionto |
| [ording, and feit he was forced to hold in- _[hold, nothing else, so she felt she had to give j
stead of being given an option. the customer that information.
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ATTACHMENT 2
TRS Complaint Log

Prepared by SBC Kansas Relay Center

Reporting Period

June 1, 2001 - May 31, 2002

|46.) 4/30/02 The customer askedtospeak ~~ |4/30/02 _ |The supervisor said she was sorry
R . |to a supervisor. He reported 1 Jfor any trouple. She did file the complaint.
| F ___ [that a CA had ignored his 5/1/02 |The CA's manager discussed the situation, but
& |request to dial a second | |tre CAcouldn't remember hanging up on anyone.
I 7_numberandﬂ1_nwoﬂ|m L I - )
47) __05/06/02  [The customer wanted to __ |05/06/02  [IThe supervisorexplaineditwas |
o o report that she did not like I _E_nt_elprocedure agﬁedﬂ)on_ -
R _jthe new procedure for handling ~__linthe new KS contract, and will -
o _T_ _ _|recordings. She understeod | lpass the word on to KRSI. -
. litdoes save time, but feels - |The issue was discussed atthe
I ’i_ ____ ['smart folks will let the C CA | |KRSI Advisory Council meeting, but ]
L j o know what s/t st/heneeds” | @smerﬂad i no 10 real suggestions.
R | |KRC staff will make some minor
- }‘ e _ |adjustments to make iteasier. |
48) “josiosioz _|The customer reported that _ |05/06/02 7 |The supervisor advised the customer |
o ~_|nis phone had rung 3times, | | to call repair because the KRChad |
| | [andhethoughtitwasthe e ___[not made the calls to his number.
_ _ | |KRCmakingtestcalls. |~ |Hesaid he would call repairto i
I B - __|checkhisine.
49, 5/9/02  |The customer said the CA B ] 05/09/02 ~ [The supervisor could not talk fo the 7i
1 |nad notread his profile, so he _ |CAbecause the customer chose |
| | _ _ _ |was given background infor- - ~_|not to give the CA’s number so she -
L j __ |mation. His profledidsayhe | ‘|had no way to advise the CAto -
S preferred to have NO back- | |make sure to check the profile since ]
| | lgroundi mformataon typed to him. - there was no way to identify the
S e R R |specific CA. The supervisor |
I R R did tatk with the customerfor12 |
1 3 an hour and #isten to his concern.
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ATTACHMENT 2
TRS Complaint Log
Prepared by SBC Kansas Relay Center
Reporting Period
June 1, 2001 - May 31, 2002

50.) 5/18/02  |The customer complainedto =~ |05/19/02 ~ |The CAwas interviewed by her
L | _|asupervisor that the CAdid B ~ |manager, and she s said the cust- B
. _ 1V |not"speak his words tot the I B |omer h had asked for a specific person
e _|voicecustomer. _  _~ _ {  |Whenthe CA asked for that person |
I.—i S O I R by name, the voice person who B L
B _T_ o _ | |answered just said that person was |
- 4+t - L lnotthere, and immediately hungup.
B [ S ~ [Theca reported this to the customer and offered |
R i T to redial, but he chose notto redial. |
51)_  |5/20/02  |The customerfiledacomplaint ~ [05/21/02  [A manager called the customers |
1 _ _  [that the center was not always j ~___ voice mail system n and e: explamed the ' L
- ] - - abie to access his voice mail. | " |problem. She was advised that the 1
S B L - . customer codi neide@ bgntered ]
-t — I I | levenifthe recorded message did not -
S e e |ask for it. The manager added a note |
I Q’—V N I ~_|inthe customer's profile, so all future ]
I T 7_] o -y loperators who serve him will will know
A N __|howthesystemworks. ]
52.) 5/23/02  |The customer reported to [06/03/02 ~|AKRC manager discussed this with ]
I a supervisor that a CA had o {the CA and checked the billing file. ]
'; I hung up on him (he gave the - The CA had gotten no response |
[ | _ |CA's number). | [|fromthe customer for 2 minutes,
N o -~ {  isoshedid disconnect the line. The |
S __77 - manager did then discuss the proper
’>._ S I A o _____|length of time to wait for customers,
— 1 N L and how to let the customer know i
I Y S o e ~ |theline is being disconnected.
153.) 5/30/02 774 The customer filed a complaint 106/03/02 ~_|A manager did interview the CA named, and he
- t_ _ [thata CA had hung up on him. 1 ] said the customer was using obscenities, so he#
| He gave the CA's number. disconnected (a (as KRSI contract permits).
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ATTACHMENT 3

TRS Complaint Log
Prepared by SBC for the MRC
Reporting Period
June 1, 2601 - May 31, 2002
No. Date of Nature of Complaint Date of Resolution
Complaint Resolution

1 6/4/01 Customer was upset with Rep for not speaking louder. 6/4/01 Expressed regret to customer. Explained the Rep did follow
Asked Rep to repeat what caller said. Rep refused to do so. procedure by staying in "role".

Asked customer to ask caller to repeat what was being
said. Customer felt rep was being rude.

2 6/14/01  |Customer wanted the Rep not to reveal that his was a relay 6/14/01  |Apologized to the customer and explained the Rep followed
call. Also stated that the Rep shouid tell the hearing procedure by staying in "role". Also explained that, in calls
customer to speak directly to him. where the customer does not want the Relay announced, it is

the customer's responsibility to ask the 'called' person to speak
directly to him.

3 7/25/01  [Customer states that Rep did not type out exact message 7/25/01  |Expressed regret to the customer. The Rep was covered on
from recording machine. States Rep made it up. complaint and procedures were also reviewed.

4 7/30/01  |Customer asked that the full message from the called 7/29/01  [Apologized to customer. Reps were reviewed on the policy of
number's answering machine be fully typed out. typing out the full message from an answering machine.

3 9/4/01 Customer filed an informal complaint with the FCC stating 10/31/01  |MRC Manager contacted the customer as part of the FCC
that the MRC Reps are rude to her and "make trouble” resolution process. Manager apologized to the customer for any
for her during call handling. inconveniences. The Manager asked the customer to contact

the MRC if she has any future concerns. Customer said she will
only speak to the FCC and did not want to speak to the MRC
Manager about her complaints. Customer did not seem satisfied
at the end of the contact.

6 9/5/01 Customer wanted to check with Rep to see if right number 9/5/01 Expressed regret to the customer. The Rep in question was
was dialed. Rep asked customer if she was trying to tell covered on this and reviewed on courteous call-handling
Rep how to do her job. Customer felt Rep was rude and procedures.
discourteous.

MICHIGAN RELAY CENTER
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ATTACHMENT 3
TRS Complaint Log

Prepared by SBC for the MRC
Reporting Period
June B, 2001 - May 31, 2002

No. Date of Nature of Complaint Date of Resolution
Complaint Resolution
7 11/19/01 |Customer states that Rep hung up on her after refusing 11/19/01 |Apologized to the customer. The Rep was reviewed on the
to redial a number at her request proper procedure of redialing numbers at the customer's request.
8 12/10/0t  }Customer states that Rep did not cooperate with her and 12/10/01 [Expressed regret to the customer. The Rep was covered on the
hung up on her. Rep also interrupted her. complaint and proper TTY/Relay etiquette was reviewed.
9 1/19/02  {Customer asked Rep if he was talking to fast. Rep stated 1/19/02  |Expressed regret to the customer and the complaint was posted
she was not part of the call and said she thought he was for all Reps to review the proper procedures.
famniliar with the relay service. At the end of the call, Rep
just cut off the call and left customer hanging.
10 2/4/02 Customer stated it was a "nuisance" having to be asked 2/4/02 Apologized to the customer. Explained that we were experiencing
on every call, "What number are you calling from?" Automatic Number Identification (ANI) equipment problems at
the present time and that we were sensitive to her complaint.
11 2/6/02 TTY customer stated the Rep did not explain the relay 2/6/02 Sent "Thank You" card to customer for bringing his complaint
procedure to persen he was calling. Conversation was lost. to our attention. The Rep in question was reviewed on the
complaint as well as the proper procedure for explaining relay
calls to customers.
12 2/19/02  |Customer states Rep does not give her the opportunity 2/19/02  |Expressed regret to the customer. The Rep was covered on the
to place another call. Customer feels Rep is rude. complaint and the proper procedure of call-handling was reviewed.
Also, explained to the customer that we have been experiencing
trouble with AN! equipment.
13 2/21/02  |Customer complained that the MRC was billing the wrong 2/21/02  |Reviewed the customer's profile in our system and found her

Long Distance company for her calls.

change in carrier choice had not been updated yet. Changed
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ATTACHMENT 3

TRS Complaint Log
Prepared by SBC for the MRC
Reporting Period

June 1,

2001 - May 31, 2002

No. Date of Nature of Complaint Date of Resolution
Complaint Resoluation
14 2/21/02 |Customer is a Voice Carry Over (VCQ) user. States he gets 2/21/02  |Apologized to the customer. The complaint was posted and
inconsistent directions in retrieving his messages from reviewed to maintain consistent explanation in how to handle
answering machine. Wants to have the Rep retrieve his answering machine message retrieval.
messages.
15 2/23/02  {Customer stated that Rep missed her typing when she 2/23/02  [Apologized to the customer. Explained the Rep may have had
asked the Rep to hold because she wanted to make another some equipment problems since the MRC was having ANI
call. Customer said the Rep disconnected her. equipment failures during this time period.
16 2/25/02 |TTY customer said he called Relay and provided the 2/25/02  [Apologized to the customer. Explained the Rep may have had
number he wanted to dial and the Rep hung up on him for some equipment problems since the MRC was having ANI
no reason. equipment failures during this time period.
17 3/24/02  [Customer said that Rep hung up on her during the middle 3/24/02  |Apologized to the customer. The Rep in question was covered on
of the conversation and the customer wanted to make an the proper procedure and the complaint was reviewed.
additional call.
18 4/18/02  |Customer filed an informal complaint with the FCC stating 5/16/02  {MRC Area Manager contacted the customer as part of the FCC
that the MRC Reps are rude to her and "make trouble"” resolution process. The Manager invited the customer to the MRC
for her during cal! handling. Complaint referred to MPSC so all concerns could be discussed face-to-face. The customer
by the FCC for further investigation and resolution. refused to meet with the Manager and stated she will continue to
file all of her complaints with the FCC. The MRC Manager
apologized to the customer, however, the customer did not seem
satisfied at the end of the contact. MPSC Staff made customer
contact, investigated, and found no merit in the alleged complaint.
Summary letter sent from MPSC to FCC. FCC responded back to the
MPSC thanking them on how the matter was handled. FCC noted
this informal complaint was closed at the FCC.
19 4/21/02  |Customer states that Rep hung up before she could 4/21/02  |Expressed regret to the customer. The complaint and proper
request another call. procedures were reviewed with the Rep involved.
20 5/9/02 Customer states he was not informed that the 'calied’ 5/9/02 Expressed regret to the customer. Explained that the Rep did follow
MICHIGAN RELAY CENTER
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ATTACHMENT 3
TRS Complaint Log

Prepared by SBC for the MRC

Reporting Period
June 1, 2001 - May 31, 2002

No. Date of Nature of Complaint Date of Resolution
Complaint Resolution
person had hung up on him. proper procedure by "staying in role". When the customer that
initiated the call disconnects, it is procedure for the Rep to
disconnect without notice to the 'called' party.
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